Scottish Further Education Cases Determined 2016-17
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Case Type |Stage Outcome Group S < 3 O i [T} o) a 1) 73] s 77} Total
Complaint [Advice Not duly made or withdrawn 0 2 0 0 0 0 0 2 0 0 0 2 6
Premature 0 1 1 0 0 0 0 0 2 0 2 0 6
Total 0 3 1 0 0 0 0 2 2 0 2 2 12
Early Resolution [Not duly made or withdrawn 0 0 1 0 0 0 0 0 0 0 1 0 2
Out of jurisdiction (discretionary) 1 0 0 0 0 0 0 0 0 0 0 0 1
Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 2 0 0 0 0 2
Outcome not achievable 0 0 0 0 0 1 1 0 0 0 0 0 2
Premature 0 0 1 1 0 0 0 0 0 1 0 0 3
Proportionality 0 0 0 1 0 0 0 1 0 0 0 0 2
Total 1 0 2 2 0 1 1 3 0 1 1 0 12
Investigation Fully upheld 0 0 0 0 0 0 0 1 1 0 0 0 2
Some upheld 0 1 1 0 1 0 0 0 1 0 0 0 4
Not upheld 0 1 0 0 0 0 0 2 1 0 0 0 4
Total 0 2 1 0 1 0 0 3 3 0 0 0 10
Total Complaints 1 5 4 2 1 1 1 8 5 1 3 2 34
Total Contacts 1 5 4 2 1 1 1 8 5 1 3 2 34

No enquiries in 2016-17

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Further Education




Scottish Higher Education Cases Determined 2016-17
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Case Type |Stage Outcome Group I 9 < g O & &) A c o o oy n & 0 o = %) Total
Complaint |Advice Not duly made or withdrawn 7 0 1 1 1 0 1 1 3 0 1 2 1 2 21
Premature 4 1 2 0 0 1 0 0 4 0 0 0 1 0 13
Total 11 1 3 1 1 1 1 1 7 0 1 2 2 2 34
Early Resolution |Not duly made or withdrawn 5 0 0 1 0 0 0 0 0 0 0 0 0 0 6
QOut of jurisdiction (discretionary) 1 0 0 0 3 0 0 0 1 1 0 0 0 0 6
Out of jurisdiction (non-discretionary) 13 0 0 1 0 1 0 0 4 0 1 0 0 0 20
Outcome not achievable 7 0 0 0 0 0 0 0 0 0 0 1 0 0 8
Premature 2 0 0 0 0 0 0 0 1 0 0 0 0 0 3
Proportionality 2 1 1 1 5 0 0 0 4 0 0 0 1 0 15
Total 30 1 1 3 8 1 0 0 10 1 1 1 1 0 58
Investigation Fully upheld 0 0 1 0 0 0 0 0 0 0 0 0 0 0 1
Some upheld 4 0 0 0 0 0 0 0 4 0 0 0 0 0 8
Not upheld 5 1 0 1 1 0 0 0 4 0 1 0 0 0 13
Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Total 9 1 1 1 1 0 0 0 8 0 2 0 0 0 23
Total Complaints 50 3 5 5 10 2 1 1 25 1 4 3 3 2 115
Total Contacts 50 3 B 5 10 2 1 1 25 1 4 3 3 2 115

No enquiries in 2016-17

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Higher Education




Health Cases Determined 2016-17
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Case Type |[Stage Outcome Group 25| 2|22 6 (83| 38|38 |fc|f8| 2|8 | & | & | & |Toal
Enquiry Advice & Enquiry 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Signposting Total 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Total Enquiries 0 0 0 0 0 0 0 0 0 0 1 0 0 0 1
Complaint  [Advice Not duly made or withdrawn 0 0 6 253 19 4 1 2 3 1 2 7 2 12 312
Premature 1 0 20 174 13 12 0 2 6 1 2 5 2 4 242
Total 1 0 26 427 32 16 1 4 9 2 4 12 4 16 554
Early Resolution |Not duly made or withdrawn 3 0 3 41 15 1 0 1 0 1 0 2 1 0 68
Out of jurisdiction (discretionary) 0 1 0 35 5 4 1 0 0 1 2 4 5 0 58
Out of jurisdiction (non-discretionary) 1 0 1 5 2 1 0 0 1 0 4 5 0 0 20
Outcome not achievable 1 0 3 27 6 2 0 0 1 2 0 4 1 0 47
Premature 0 1 2 28 7 4 0 1 1 0 0 9 1 0 54
Proportionality 1 1 20 48 22 4 0 1 1 5 4 5 1 0 113
Resolved 0 0 3 4 2 1 0 0 1 0 0 1 0 0 12
Total 6 3 32 188 59 17 1 3 5 9 10 30 9 0 372
Investigation Fully upheld 2 1 8 99 1 2 1 1 0 10 0 4 0 0 129
Some upheld 1 0 7 103 10 0 0 0 1 8 0 0 1 0 131
Not upheld 3 0 6 202 8 1 0 1 2 5 1 4 2 0 235
Not duly made or withdrawn 0 0 1 7 0 0 1 0 0 1 0 1 0 0 11
Outcome not achievable 0 0 0 1 0 0 0 0 0 0 0 0 0 0 1
Total 6 1 22 412 19 3 2 2 3 24 1 9 3 0 507
Total Complaints 13 4 80 (1,027 110 36 4 9 17 35 15 51 16 16 |1,433
Total Contacts 13 4 80 |1,027| 110 36 4 9 17 35 16 51 16 16 |1,434

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Health




Housing Association Cases Determined 2016-17
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Outcome Group

Enquiry
Total

Not duly made or withdrawn

Out of jurisdiction (discretionary)

Out of jurisdiction (non-discretionary)

Premature

Resolved
Total

Out of jurisdiction (discretionary)

Out of jurisdiction (non-discretionary)
Outcome not achievable

Premature

Proportionality
Resolved
Total

Fully upheld

Some upheld
Not upheld

Not duly made or withdrawn

Resolved
Total

Stage
Advice &

Singposting

Total Enquiries

Advice

Early Resolution [Not duly made or withdrawn

Investigation

Total Complaints

Case Type
Enquiry

Complaint

Total Contacts

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Housing Associations



Local Authority Cases Determined 2016-17
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Case Type [ Stage Qutcome Group [} O i} i} w O [ [ T 3 ] Z @) o o 14 14 D > 20 =0 0 O Total
Enquiry Advice & Enquiry 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 0 0 0 0 2
Signposting Total 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 0 0 0 0 2
Total Enquiries 0 0 0 0 0 0 0 1 0 1 0 0 0 0 0 0 0 0 0 0 0 2
Complaint  |Advice Not duly made or withdrawn 4 1 0 31 22 19 0 71 3 6 0 2 0 12 10 13 47 1 8 0 29 279
Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 0 0 1 3
Outcome not achievable 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 1
Premature 3 2 1 21 45 43 0 131 2 31 1 2 1 22 8 37 96 1 1 2 17 467
Total 7 3 1 52 67 62 0 203 5 37 1 4 1 36 18 50 [ 143 2 9 2 47 750
Early Resolution [Not duly made or withdrawn 0 0 0 6 1 7 0 13 0 1 1 0 0 4 0 4 2 1 2 1 0 43
Out of jurisdiction (discretionary) 3 0 1 15 3 9 2 9 0 4 0 0 0 10 1 11 13 1 0 0 0 82
Out of jurisdiction (non-discretionary) 5 0 1 14 5 10 1 29 2 5 1 1 3 21 1 2 8 1 0 0 1 111
Outcome not achievable 4 0 1 10 13 5 0 24 6 11 1 2 0 10 3 15 10 0 0 0 0 115
Premature 0 0 0 4 2 3 0 15 0 8 0 0 0 5 1 6 13 0 0 0 0 57
Proportionality 3 0 0 19 12 10 0 28 2 7 0 1 0 20 2 15 8 1 3 1 0 132
Resolved 2 0 0 1 4 3 0 5 1 0 0 0 0 0 1 2 1 0 0 0 0 20
Total 17 0 3 69 40 47 3 123 | 11 36 3 4 3 70 9 55 55 4 5 2 1 560
Investigation Fully upheld 1 0 5 10 6 2 0 6 1 1 0 0 0 14 1 3 1 0 1 0 0 52
Some upheld 6 0 0 10 1 1 0 7 1 0 0 0 0 11 0 2 2 0 1 0 0 42
Not upheld 6 1 0 10 1 2 0 16 1 0 1 1 0 16 0 1 4 0 0 0 0 60
Not duly made or withdrawn 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1
Resolved 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 1
Total 13 1 5 30 8 5 0 29 3 1 1 1 0 41 1 6 9 0 2 0 0 156
Total Complaints 37 4 9 151 115 114 3 355 [ 19 74 5 9 4 147 | 28 | 111 | 207 6 16 4 48 1,466
Total Contacts 37 4 9 151 115 114 3 356 [ 19 75 5 9 4 147 | 28 | 111 | 207 6 16 4 48 1,468

Scottish Public Services Ombudsman
EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Local Authority




Scottish Government & Devolved Administration Cases Determined 2016-17

note - includes prisons
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Outcome Group

Enquiry
Total

Not duly made or withdrawn

Out of jurisdiction (non-discretionary)

Premature
Total

Not duly made or withdrawn

Out of jurisdiction (discretionary)

Out of jurisdiction (non-discretionary)

Outcome not achievable

Premature

Proportionality
Resolved
Total

Fully upheld
Some upheld
Not upheld

Not duly made or withdrawn

Resolved
Total

Advice &

Signposting
Total Enquiries

Advice

Early Resolution

Investigation

Total Complaints

Case Type |Stage

Enquiry

Complaint

Total Contacts

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.XIsx / SG&DA



Prison Cases Determined 2016-17
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Case Type |Stage QOutcome Group < 0O O a T 3T o w Qo 0 Qo S x » ~ | Total
Enquiry Advice & Enquiry 0 0 0 0 0 0 0 0 0 0 0
Signposting Total 0 0 0 0 0 0 0 0 0 0 0
Total Enquiries 0 0 0 0 0 0 0 0 0 0 0
Complaint  |Advice Not duly made or withdrawn 3 11 6 9 8 3 9 9 3 11 72
Out of jurisdiction (non-discretionary) 0 0 0 0 0 0 0 0 0 0 0
Premature 1 8 3 6 3 8 2 4 1 5 41
Total 4 19 9 15 11 11 11 13 4 16 113
Early Resolution Not duly made or withdrawn 0 1 1 2 0 0 0 2 3 0 9
Out of jurisdiction (discretionary) 0 2 0 0 5 1 0 0 0 0 8
Out of jurisdiction (non-discretionary) 1 1 2 0 2 1 1 6 4 0 18
Outcome not achievable 4 10 1 1 2 3 11 11 2 0 45
Premature 1 1 2 0 2 2 1 1 1 0 11
Proportionality 1 2 1 4 0 1 0 9 2 0 20
Resolved 0 2 1 0 0 1 3 2 0 0 9
Total 7 19 8 7 11 9 16 31 12 0 120
Investigation Fully upheld 1 2 0 3 0 0 1 2 1 0 10
Some upheld 1 2 2 2 0 0 0 2 0 0 9
Not upheld 1 2 0 5 0 1 2 6 3 0 20
Not duly made or withdrawn 0 0 0 1 0 1 1 2 0 0 5
Resolved 0 0 1 0 0 0 0 0 0 0 1
Total 3 6 3 11 0 2 4 4 0 45
Total Complaints 14 44 20 33 22 22 31 20 16 278
Total Contacts 14 44 20 33 22 22 31 20 16 278

Notes

These cases are also counted in the totals for Scottish Government and Devolved Administration
Does not include prison health care

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Prisons




Water Cases Determined 2016-17

Subject Unknown or Out Of
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Case Type [Stage Qutcome Group [ O 0 Z o = = S Total
Complaint  |Advice Not duly made or withdrawn 18 1 1 0 0 1 2 2 25
Premature 48 6 1 2 1 6 3 2 69
Total 66 7 2 2 1 7 5 4 94
Early Resolution |Not duly made or withdrawn 3 0 0 0 0 0 0 0 3
Out of jurisdiction (discretionary) 4 0 0 0 0 1 0 0 5
Out of jurisdiction (non-discretionary) 23 0 0 0 0 2 2 0 27
Outcome not achievable 4 0 0 0 0 0 0 0 4
Premature 2 0 0 0 0 0 0 0 2
Proportionality 9 0 0 0 0 0 0 0 9
Resolved 10 0 0 0 0 0 0 0 10
Total 55 0 0 0 0 3 2 0 60
Investigation Fully upheld 5 1 1 0 0 0 1 0 8
Some upheld 3 1 0 0 0 0 0 0 4
Not upheld 5 0 0 0 0 0 0 0 5
Not duly made or withdrawn 1 0 0 0 0 0 0 0 1
Resolved 2 0 0 0 0 0 0 0 2
Total 16 2 1 0 0 0 1 0 20
Total Complaints 137 9 3 2 1 10 8 4 174
Total Contacts 137 9 3 2 1 10 8 4 174

No enquiries in 2016-17

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Water




Other Cases Determined 2016-17

Subject Unknown or Out Of

General Enquiry Health Higher Education Jurisdiction
Communication /
staff attitude /
From Member of dignity / Complaints Out Of Subject
Case Type [Stage Outcome Group the Public confidentiality handling Welfare Jurisdiction Unknown Total
Enquiry Advice & Enquiry 1 0 0 0 0 0 1
Signposting [Out of Jurisdiction Enquiry 0 0 0 0 974 0 974
Premature Enquiry 0 0 0 0 0 424 424
Total Enquiries 1 0 0 0 974 424 1,399
Complaint  [Advice Not duly made or withdrawn 0 0 0 0 1 7 8
Out of jurisdiction (non-discretionary) 0 0 0 0 1 0 1
Premature 0 0 0 0 1 2 3
Total 0 0 0 0 3 9 12
Early Out of jurisdiction (non-discretionary) 0 1 1 1 1 0 4
Resolution  |Total 0 1 1 1 1 0 4
Total Complaints 0 1 1 1 4 9 16
Total Contacts 1 1 1 1 978 433 1,415

Scottish Public Services Ombudsman
EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / Other




Housing Cases Determined 2016-17

Housing Local
Case Type Stage Outcome Group Associations Authority Total
Enquiry Advice & Enquiry 1 1 2
Signposting Total 1 1 2
Total Enquiries 1 1 2
Complaint Advice Not duly made or withdrawn 85 71 156
Out of jurisdiction (discretionary) 1 0 1
Out of jurisdiction (non-discretionary) 1 1 2
Premature 113 131 244
Resolved 1 0 1
Total 201 203 404
Early Resolution |[Not duly made or withdrawn 10 13 23
Out of jurisdiction (discretionary) 8 9 17
Out of jurisdiction (non-discretionary) 37 29 66
Outcome not achievable 19 24 43
Premature 9 15 24
Proportionality 27 28 55
Resolved 10 5 15
Total 120 123 243
Investigation Fully upheld 6 6 12
Some upheld 5 7 12
Not upheld 16 16 32
Not duly made or withdrawn 1 0 1
Resolved 2 0 2
Total 30 29 59
Total Complaints 351 355 706
Total Contacts 352 356 708

Scottish Public Services Ombudsman

EnquiriesAndComplaintsDeterminedBySubjectAndOutcome2016-17.xIsx / HA & LA Housing




